in the case company, which showed that internal communication accounted for 80% of all communicative events, every fifth of the events took place in English, and email exchanges accounted for around one fourth of the time spent by the employees on various communication media/situations.
Data and Aims of Research
I analyzed a corpus of 282 English emails written by 103 Finnish and Swedish employees at all organizational levels, from vice president to personal assistant. The data were collected from 8 Stora Enso employees (referred to as informants) who also provided background information about some of the messages; 1 of them was also interviewed. In addition, a focus group of 9 international business practitioners commented on three messages each, and Louhiala-Salminen's (2002) survey provided valuable insights into the company's communication practices in general and differences between Finns and Swedes in particular.
The study aimed to 1. Identify shared features of the organizational context in which the genres were produced and used 2. Identify the genres by focusing on their communicative purposes and the action they accomplished 3. Identify salient discourse features of the genres 4. Describe how Salutation, Closing, and Signature moves were textualized and to what purpose 5. Describe how the Requesting move was textualized and account for the prospective differences between Finnish and Swedish writers
Method
In the study, I used genre analysis to investigate the email messages in their context of production and use by drawing on Bhatia's (1993) framework for the study of unfamiliar genres (see also Fairclough, 1992; Miller, 1984; Swales, 1990; Yates & Orlikowski, 1992) . The framework allowed for a detailed linguistic analysis of genre exemplars and simultaneously enabled the examination of the corporate environment in which the messages were used. The linguistic analysis of the corpus focused on the discourse of the emails from two perspectives. First, it analyzed the move structure of the emails. And second, it established their spoken versus written quality by comparing the discourse to features of Involvement (Chafe, 1982) and to outdated business correspondence phraseology critiqued in business communication textbooks written by renowned business communication researchers and instructors (see Bovée, Thill, & Schatzman, 2003; Locker, 1998; Munter, 2003) .
To analyze the email messages in their organizational context, I used ethnographic methods such as questionnaires given to all informants and an interview with one informant. In addition, a number of frameworks and models were exploited such as Suchan and Dulek's (1998) Business Communication Systems Framework, Rogers and Hildebrandt's (1993) Competing Values Model, and Fairclough's (1992) notion of manifest intertextuality.
Findings and Discussion
The findings of the study showed that the email messages in the corpus reflected the job roles of the writers and the close relationships between them and other discourse community members, which were enabled by the email technology (see Suchan & Dulek, 1998) . Frequent referencing to other communicative events, corporate employees, and previous messages (i.e., manifest intertextuality) (Fairclough, 1992 ) also positioned the messages in their corporate context. The content of the messages was dominated by both the Informational and Relational orientations (see Rogers & Hildebrandt, 1993) , supporting the overall purposes of internal communication: furthering corporate activities and maintaining social relations. Although the shared code of the messages, which can be characterized as business English lingua franca (see Louhiala-Salminen, Charles, & Kankaanranta, 2005) , was not grammatically impeccable, it did not cause any obvious misunderstandings. Interestingly, the lingua franca exhibited only a few traces of the writers' mother tongues; Swedish salutations, such as Hej (Seppo), were the most common manifestation.
On the basis of the communicative purposes of the messages, I was able to identify three genres, which were responses to the various situations arising in their corporate context. The genres represented 98% of the corpus; the remaining 2% combined some of the purposes. The "Noticeboard" genre informed recipients of corporate issues, the "Postman" genre delivered other documents for information and/or for comments, and the "Dialogue" messages exchanged information about corporate issues.
Some 9% of the messages represented the Noticeboard genre, dealing with issues of general interest such as virus alerts, agendas, and so on, and were always distributed to multiple recipients. In other words, they were like announcements on a bulletin board; no replies were expected.
Postman messages accounted for 36% of the corpus and could be compared to traditional mail carrier or cover notes; they delivered attachments (see Example 1) or message exchanges. The citation in the title of my dissertation ("Hej Seppo, could you pls comment on this!") represents a Postman message forwarding a message exchange with a customer to the writer's immediate superior. The Dialogue genre accounted for the biggest share of the corpus, a total of 53%. Because the messages posed questions, made requests, and provided answers, they were dependent on either the preceding or the subsequent message and thus always contained manifest intertextuality. Example 2 shows a Dialogue message opening a message exchange. The replies from the informants supported the classification of the genres, as did those from the focus group, which suggests that this genre knowledge can be regarded as an inherent part of their professional competence. Furthermore, the informants' views on the action triggered by the genres supported the purposes, but the focus group's hesitant views showed that the messages were not authentic for them in the same sense as they were for the writers and recipients.
The discourse of the three genres differed in terms of their move structure and the distribution of features of involved spoken language and phraseology of traditional business letter discourse. The nine moves identified in the corpus were of two different types: "framing moves" contributing to the physical layout and "content moves" contributing to the communicative purposes of the genres. The framing moves (e.g., Salutation, Closing, Signature) were frequent in all three genres and made them resemble letters or faxes (see Examples 1 and 2), but the content moves (Providing Information, Indicating Enclosure, Requesting) distinguished the genres and supported their separate communicative purposes. The content moves were typically placed conspicuously at the beginning of the messages, and some of them were supported by premoves (e.g., abbreviations RE and FW) provided by the email system.
The presence of spoken language features was the highest in the Dialogue genre (see Example 2 for abbreviations and omission of pronoun subject), whereas the Postman messages attaching other documents contained the highest distribution of phraseology of traditional business letter discourse, such as Please find enclosed (see Example 1). The Noticeboard genre ranked between the two. The findings supported previous research into email communication (see Baron, 2000; Collot & Belmore, 1996; Gains, 1999) , according to which the language of email represents a hybrid between spoken and written language. However, this study showed that the distribution of the features was not random but dependent on the genre. Interestingly, the alternative media choice indicated by the informants to deliver the messages before email technology reflected the distribution of spoken language features in the genres. The Dialogue messages would mostly have been delivered via telephone, whereas the Postman and Noticeboard messages seemed to replace a wider choice of media such as fax and internal mail.
The investigation of the textualizations of Salutation, Closing, and Signature moves revealed that a typical salutation was hi or hello with the first name of the recipient and a typical ending was kind regards and the first name of the sender. The frequent use of these moves in the genres seemed to conform to previous research on nonnative speaker practices but differ from research focusing on native English writers in the United States where salutations and closings are not as frequently used (see Gains, 1999; Kankaanranta, 2005; Nickerson, 2000; Orlikowski & Yates, 1994) . It seemed that, unlike their U.S. counterparts, Finnish and Swedish business writers, who are not familiar with the memo genre and do not use it for company-internal communication, drew on the letter or fax genre in their email messages.
The Requesting moves in the genres revealed both similarities and differences between Finnish and Swedish writers. On one hand, the impositions of the requests were practically identical: The majority of them dealt with communication-related issues, and one fourth of them specifically invited comments and opinions. On the other hand, differences between Finns and Swedes were found in how directly the requests were textualized. Finnish writers used direct requests, realized in either the imperative or the interrogative, somewhat more than their Swedish colleagues. To simplify, when the Finns were inclined to write please/kindly comment on this, the Swedes rather used could you please comment on this. Because both Finns and Swedes described Finnish communication style as direct (see Louhiala-Salminen, 2002) , my findings seem to support Meierkord (2002) , who claimed that speakers using lingua franca also express their cultural identity in the language. It can be suggested that for the Swedish writers the relational needs of deference, nonimposition, and solidarity focused on in politeness literature outweigh the organizational needs of confidence, direction, and individuality more prevalent in Finnish speakers' communication (see Rogers & Lee-Wong, 2003) . Still, these differences between the Finnish and Swedish writers in the company may be smaller than those between them and the writers from other multinational companies or other cultural backgrounds. This possibility was reflected in the replies from the focus group of international business practitioners, which seemed to suggest that the "organizational voice" (see Rogers, 2003) of Stora Enso manifest in its email messages had some unique discourse features not necessarily shared by outsiders to the company.
Significance for Business Practitioners, Students, and Instructors
To evaluate the significance of this study for (nonnative) business practitioners, students, and instructors is a challenging task, especially because the study showed that internal lingua franca English email communication in the case company seemed to work well. Maybe the most valuable contribution of a study like this for business practitioners is that it may help make tacit knowledge and assumptions about communication explicit by naming, analyzing, and discussing them. As the producers and users of the email genres become aware of how they use them to carry out their daily work and what other options are available, they will be better equipped to take advantage of their own skills and the opportunities offered by the technology. For example, the findings of this study could be captured simplistically in three pragmatic guidelines that the email users seemed to observe: (a) Make the main point early, (b) make it explicitly, and (c) make the recipient feel good.
Although the three guidelines contributed to effective communication in the company, three more recommendations could be made to increase the effectiveness (see also Munter, Rogers, Rymer, 2003) . First, acknowledging receipt of a Dialogue message requiring a response would mean that nobody needs to wait for the reply and in the end receive an apology for a late reply. These apologies were surprisingly common in the corpus. Second, the Subject line of the email template could be better exploited to indicate the main purpose of the message; in particular, calls for action in the Dialogue genre should be distinguished from presentation of information in the Noticeboard genre. Third, special attention should be paid to the messages addressed to outsiders representing different cultural backgrounds since the focus group's comments suggested that the organizational voice of the company had some unfamiliar features related to the discourse of the messages. The frequent use of informal salutations and closings combined with outdated phraseology (e.g., Please find enclosed) or direct requests might not conform to the expectations of the recipient (for recommended usage in international business communication, see also Campbell, 1998) . All in all, when the recipients' expectations are not met, their perceptions of the quality of the text will suffer (see Shelby, 1998) .
The implications of this study for teaching English business communication to nonnative business students are obvious. As this study has shown, genre knowledge is more essential for business practitioners' professional success than having impeccable English language skills without an understanding of how the language works in particular corporate contexts (see also Louhiala-Salminen, 1999a , 1999b Nickerson, 2000) . Acquiring a working knowledge of genres and adopting the genre rules of a specific organization takes time; in the end, the student, or an apprentice in the discourse community, can achieve them only through on-the-job situations (e.g., Kankaanranta, 2000) . However, students can learn about the various communication challenges and communicative actions in today's complex corporate environment through the case-study approach (e.g., Rogers, 1999) .
Furthermore, teaching lingua franca English, instead of English where the "model" is the native speaker, creates new challenges for instructors of business communication. For example, in the Finnish context, American textbooks can be used as course material, but they need to be investigated from the point of view of an efficient business communicator who would be dealing with a number of other nonnative or native business professionals. Following House's (2002) suggestions, the aim is to train students to be flexibly competent and realize that no fixed or rigid norms exist in lingua franca communication. In addition to this awareness raising, however, students should still be trained in general principles of pragmatic fluency that will help them to express what they intend to say effectively.
How can we define an effective English lingua franca message, then? We can use the same criterion as we use for any English business message: its ability to perform the task (see Munter, 2003) . For example, this study has shown that business phrases imported from the business letter genre and characterized as outdated in business communication textbooks are in everyday use and meet the needs of particular situations well. Thus, the ideal world presented in business communication textbooks, or in business communication courses, does not necessarily conform to the real world of a business professional.
To conclude, the contribution of this study to business practitioners, students, and instructors is related to the seemingly unavoidable dichotomy between the real world and the ideal world. Viewing real-life practices through an appropriate theoretical lens can simultaneously contribute to a deeper understanding of business communication among practitioners, students, and instructors. It can, on the one hand, ideally enrich the practitioners' understanding of the different aspects of communication and, on the other hand, provide students and instructors with an understanding of the complexities of the real world.
